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	CALL OPENING
	DEVELOPMENT
	QUALITY ACHIEVED

	Greeting
	No greeting offered
	Uses Good Morning/Afternoon/Evening

	Introduction to Company/Dept.
	Name not used where appropriate. Department not introduced, or welcomes to incorrect Brand/Department 
	Introduces the caller to the correct Brand/Department

	Gave own name
	Adviser does not introduce themselves, or introduction is inaudible
	Adviser gives the customer their own name

	Appropriate address details and/or reference number confirmed
	Appropriate details not confirmed (full or partial) Details confirmed without satisfying current security measures
	Appropriate details confirmed with customer in compliance with our current security measures

	Uses customers name
	Omits the use of customers name for no apparent reason i.e. difficult to pronounce
	Uses the customers name for confirmation purposes

	Sounds professional and positive
	The opening lacks enthusiasm or adviser appears indifferent
	The customer is greeted with a professional, positive and bright opening to the call

	ACTIVE LISTENING
	DEVELOPMENT
	QUALITY ACHIEVED

	“LISTENS” to the customer
	Customers’ conversation/comments not responded to appropriately
	Customers comments always acknowledged, building rapport where appropriate. Converts customer comments into sales i.e. offers new catalogue if order is from an out of date issue, leaflets offered for baby on way/COA etc.

	Allows the customer to complete sentences
	Interrupts or rushes the customer unnecessarily
	Does not interrupt unnecessarily, waits for an appropriate time to respond without losing call control

	CREATING RAPPORT
	DEVELOPMENT
	QUALITY ACHIEVED

	Is friendly and professional at all times
	Unprofessional manner displayed. Conversation sounds monotone, apathetic and disinterested, customer not made to feel valued
	Professional manner displayed, attentive, alert and varied tone used throughout the call

	Speaks confidently and clearly
	Sounds unclear and inexperienced. Lots of ‘uhms’ and ‘ers’ used, giving the impression that the adviser is unsure
	Communicates both professionally and articulately

	Varies responses
	Uses repetitive responses ‘yeah’,  ‘yeah’ or ‘and the next’, ‘and the next’
	Varied responses used when taking order details

	Fills in pauses
	Silences evident within the call, does not inform the customer of their actions.
	Ensures that the call & conversation flows. Keeps the customer informed throughout. Professional use of hold used

	Apologises sincerely, demonstrates empathy
	No apology given or apology in the wrong place. No concern shown, treating the customer as just another call. Becomes defensive or argumentative
	Recognises a need for and uses empathy by apologising sincerely and appropriately at the first opportunity 

	Professional transfer to/contact with other departments
	Rushes the transfer process, omitting part or all of the script. Putting the caller into the queue without advising. Inaccurate information given to other departments
	Follows the relevant transfer procedure/script whilst maintaining a confident rapport with the customer. Professional/correct information given to other departments

	Appropriate use of customers name
	Does not use the customers name appropriately during the call
	Adviser builds a natural rapport with customer by appropriate name use during the call

	OWNERSHIP/RESPONSIBILITY
	DEVELOPMENT
	QUALITY ACHIEVED

	Takes ownership of any problems, translating negative to positive
	Displays little or no understanding of customers dissatisfaction or potential disappointment. Does not offer solutions, lays blame elsewhere
	Emphasises what we CAN do rather than what we can’t. Maintains a good problem solving attitude regardless of where the problem has originated from

	Always says I, me not they
	Does not personalise actions or admit to mistakes, uses “they”, “it’s”, “them” etc.
	Personalises all actions, admits to mistakes, uses “I”, “me”, “we”, etc.

	Uses appropriate language/comments (avoiding jargon, slang & negative phrases)
	Uses inappropriate language or makes inappropriate comments. Uses technical or professional jargon, or refers to other departments by initials that are meaningless to the customer. Uses slang. Uses negative phrases
	Communicates successfully using clear and plain English

	Controls the call
	Allows the customer to repeat themselves or interrupts unnecessarily. Allows the customer to control the call. Clerical and talk time are excessive 
	Adviser controls the call throughout, open & closed questions used throughout to promptly and professionally deal with the call. Clerical and talk time are kept to a minimum

	
	
	

	
	
	

	
	
	

	
	
	

	MAXIMISING OPPORTUNITIES
	DEVELOPMENT
	QUALITY ACHIEVED

	Professional offer made
	Does not make the offer or, makes the offer in a negative way. Gives inaccurate or misleading information about the product (see Best Practice Guidelines.)
	Makes the offer in both an enthusiastic and positive manner (see Best Practice Guidelines.) 

	Messaging
	Message not given when prompted. Script not followed carefully. Message unnecessarily ignored or wasted. Message given in a negative manner.
	Message given positively when prompted, script followed completely

	Professional/appropriate offer of ‘Buyers Alternative/s
	Does not make the offer or, makes the offer in a negative way, without following the scripts carefully. Gives inaccurate or misleading information about the product (see Best Practice Guidelines.)
	Makes the offer in both an enthusiastic and positive manner whilst following the scripts carefully (see Best Practice Guidelines.) 

	Professional offer of Insurance Product/s in compliance with the GISC code
	Does not make the offer or, makes the offer in a negative way, without following the scripts carefully. Gives inaccurate or misleading information about the product. Makes comments about products offered by other companies. Fails to comply with the GISC code. (see Best Practice Guidelines.)
	Makes the offer in both an enthusiastic and  positive manner whilst following the scripts carefully and complying with the GISC code. (see Best Practice Guidelines.) 

	ORDER CONFIRMATION
	DEVELOPMENT
	QUALITY ACHIEVED

	Ensures customer is fully aware of the stock situation and description of each item
	Does not confirm description and/or stock situation of all items. Confirms items inaccurately or negatively 
	Confirms in full the description and stock situation of each item accurately and positively

	Ensures customer is made aware of all product message information
	Gives incomplete or incorrect product message. Ignores product message or message given in a negative manner
	Ensures all product message information is correctly relayed to the customer in a positive manner

	Gives correct delivery information
	Gives incomplete or incorrect delivery information. Gives delivery information in a negative manner
	All relevant delivery details given clearly and positively

	ACTION TAKEN
	DEVELOPMENT
	QUALITY ACHIEVED

	All correct action taken and recorded where necessary
	Incorrect or incomplete details recorded on the account. Incorrect procedure followed, e.g. dealing with work type that the adviser has not been trained for
	All appropriate action taken on the account. All information keyed accurately. Any additional information required, taken and recorded accurately, e.g. single high value items

	CALL CLOSING
	DEVELOPMENT
	QUALITY ACHIEVED

	Professional/appropriate call close  
	Inappropriate/unprofessional call close
	Ends the call in a professional way, leaving the customer with a positive image of the company

	
	
	

	EXCEPTIONAL QUALITY

	All quality Company Standards must be achieved. In addition, the adviser demonstrates exceptional empathy, rapport and initiative, together with excellent tone, pace, delivery and overall control throughout the call.
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